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NO.BP-14/Q08-2013 Dated: 6" January. 2014
To

The Chief General Managers
All Telecom Circles/District

Subject: Better availability of network. prompt activation and effective customer care by BSNL —
carn praise in The Hindu - Business Line Newspaper.

Enclosed herewith please find a ncws article dated 3.1.14 appeared in The Hindu -
Business Line. The team of Tamilnadu circle and the team of I'TP circle deserve appreciation as
they have been able to effect positive change in the mind of customer by ensuring availability of
network, prompt activation of new SIM cards. hastlefree recharge through portal and finally
timely and correct response by the customer care agent.

It has been emphasized time and again that if we are able to focus on above stated
activities. there may not be any need to consider reduction in tariff. Customers are willing to pay
a little more provided they get better service. Let our better quality of service and customer
support speak for us and multiply popularity of BSNL by a word of mouth and through such
article in the press.

You are requested to kindly review the situation in your circle. .

(S.C. SHARMA )
G.M.(BP-CM)

:ncl.: As above.

Copy to:
I. The CMD and all Directors. BSNL Board.
2. CGMs Tamilnadu circles, Chennai and ITP Circle Pune — kindly convey appreciation
from the Corporate Office to your entire team responsible to carn such positive real news
through print media.
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The recharye process on BSNL's portal is a breeze.

For over a decade, | kept away from PSUs as much as | could. | had had bad
experiences with both BSNL and a PSU bank, and | swore | would never ever have
anything to do with PSU telecom companies and banks.

But | kept hearing about how the two PSU behemoths were changing...and adapting
to the times.

My experience at Valparai, a hill station in Tamil Nadu, forced me to get a BSNL SIM
card. | had to be without even basic mobile connectivity for two full days at Valparai,
as only BSNL had services there. Our family had four SIM cards of three private
telecom service providers but they were of no use.

The purchase and activation process of the BSNL SIM card was, to my surprise, a
smooth and pleasant experience. First, the process of getting a number of your
choice - online. | got mine within minutes. | was told to go to the BSNL office to
submit the KYC documents. The process was over - again within minutes, and the
SIM went live in just an hour!

Yesterday, | went to BSNL's online portal to recharge it. When | proceeded to
register for the prepaid recharge, | had mentally prepared myself for a tough
experience. The reason: | had heard horror stories of how public sector portals
functioned. But, | was.once again surprised. The registration was a breeze.

Now came the best part - the recharge process itself. As | logged in and selected the
recharge voucher, the screen showed the full details of the recharge, including
validity. The next screen showed my pre-paid balance and other details. The
recharge was done within minutes.

http://m.thehindubusinessline.com/blogs/blog-rdinakaran/the-transformation-of-bsnl/articles5... 1/6/2014
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| had recharged an ISD pack. When | tried calling the international number, the call
did not get through. The recorded voice asked me to contact BSNL.

Now, | had to speak to a 'live’ person in BSNL for the first time! After going through
the usual IVR process, | selected the number for 'Agent' and was once again
surprised when the call got connected to a 'live’ person in just one ring. | was told to
send an SMS for activating the ISD service. | asked her when it would be activated.
She had the usual reply, "Within 24 hours."

| did not even had to wait for 24 seconds. The ISD service was activated
immediately.

We assume public sector companies will be sloppy and expect a bad experience. Of
course, there were days when people dreaded entering PSU offices. My experience
with BSNL a decade ago was what had prompted me to keep away from PSUs. It is
heartening when we realise their level of transformation. In fact, the private sector
telecom players can learn a thing or two from BSNL's online portal.

Info: Click here for BSNL's portal. (Recharges can also be done without registering)
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rajiv

sir i do agree that online services have improved but customer care services need improvement - i
would say u were lucky because it was ISD so they responded (its my view)

3days ago- 29) - (19) - reply (1)

Liju James (p Vored rapv 's comment

parameshwar hegde - Bandhan Preet Down Voted rapiv 's comment

vasim

i don't get why you got 10 down votes. Are these people blind? t-y the BSNL CC once and you

will find me right...
2 days ag0 - (3)- (9) - repiy (O)
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